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INTERSTATE  COMMERCE  COMMISSION 
Consumer  Affairs  Activities 

November  28, 1979. 

Dear  Consumer:  The  Interstate  Commerce 
Commission  is  pleased  to  comply  voluntarily  with  the  ' 
President’s  Executive  Order  to  improve  the 
e^ectiveness.  management,  and  coordination  of 
agency  consumer  affairs  activities.  The  ICC’s  mission 
has  always  included  consumer  protection. 

Over  the  past  three  years,  the  Commission  has  made 
great  strides  in  developing  and  implementing  programs 
to  ensure  the  ICC’s  responsiveness  to  consumer  needs. 
We  have  established  a  consumer  complaint  center, 
created  an  Office  of  Special  Counsel  to  aid  in 
addressing  the  public  interest  in  transportation 
matters  before  the  Commission,  and  improved 
programs  providing  legal  and  information  services  to 
consumers. 

Following  is  a  report  of  the  ICC’s  consumer 
activities. 

Sincerely, 

Daniel  O'Neal, 

Chairman. 

Enclosure. 

SECTION  I.  CONSUMER  AFFAIRS  PERSPECTIVE 

The  Interstate  Commerce  Commission  has 
specialized  consumer  affairs  staffs  located  in  four 
organizational  units  of  the  Commission:  the  Office  of 
Special  Counsel,  the  Bureau  of  Operations,  the  Bureau 
of  Traffic,  and  the  Small  Business  Assistance  Office. 
The  Office  of  Communications  and  Consumer  Affairs, 
which  reports  directly  to  the  Commission  Chairman, 
serves  as  a  coordinator  for  consumer  information  and 
outreach  programs. 

Part.  1.  Specialized  Consumer  Staffs 

A  description  of  each  specialized  consumer  staff 
follows: 

Office  of  Special  Counsel 

The  Office  of  Special  Counsel  is  subject  to  the 
administrative  supervision  of  the  Chairman  but,  in  all 
other  respects,  is  not  accountable  to  the  Commission. 
The  office  is  fully  staffed  with  six  attorneys  and  two 
paralegals  with  particular  expertise  in  administrative 
law  procedures  and  consumer  issues  related  to 
transportation  industries,  especially  those  regulated  by 
the  ICC. 

The  Special  Counsel’s  responsibilities  are  entirely  to 
aid  in  the  determination  of  the  public  interest  in 
proceedings  before  the  Commission,  including 
formulation  of  agency  rules,  policies,  programs,  and 
legislation.  The  office  formulates  a  complete  record  by 
developing  evidence  on  the  public  interest,  generating 
public  participation  in  cases  before  the  ICC,  and 
counseling  consumers  and  public  representatives  on 
transportation  issues  and  the  administrative  process. 

The  Office  of  Special  Counsel  works  closely  with  all 
pther  staffs  performing  consumer  affairs  functions.  For 
example,  when  the  Bureau  of  Operations  schedules 


informal  public  conferences  to  explore  possible 
changes  in  the  Commission’s  consumer  regulations,  the 
Special  Counsel  assists  consumers — individuals  or 
groups — in  presenting  their  views. 

The  Bureau  of  traffic,  which  reviews  all  rates  and 
charges  of  interstate  transportation  companies, 
furnishes  the  Special  Counsel  with  a  copy  of  each 
tariff  rejection  letter  issued  by  the  consumer  tariff 
examining  units.  The  Special  Counsel  is  also  furnished 
with  a  copy  of  each  decision  of  the  Suspension  Board 
which  suspends  and  investigates  proposed 
transportation  rates.  In  addition,  the  Bureau  of  Traffic 
consumer  specialists  advise  the  Special  Counsel  on 
transportation  rates  that  have  possible  adverse 
consumer  impact.  All  these  actions  are  to  give  the 
Special  Counsel  an  opportunity  to  provide  appropriate 
input  to  the  decisionmaking  process  on  rate  matters 
which  affect  consumers,  ge  al0de3.062 

The  Special  Counsel  works  closely  with  the  Office  of 
Communications  and  Consumer  Affairs  (OCCA)  to 
ensure  that  outreach  and  communications  programs 
are  effectively  planned  and  implemented.  OCCA 
provides  planning,  editorial,  and  information 
dissemination  assistance. 

To  keep  apprised  of  all  opportunities  to  participate 
in  agency  proceedings,  the  Special  Counsel  attends 
weekly  management  meetings  chaired  by  the 
Commission  Chairman  designed  to  ensure  that  ICC 
officials  are  aware  of  plans  to  change,  initiate,  or 
review  rules,  program,  and  policies. 

The  Special  Counsel  reviews  all  draft  notices  of 
proposed  rulemaking.  The  office  may  also  petition  the 
Commission  to  institute  rulemakings  or  other 
proceedings  in  matters  of  public  interest.  Policy 
statements  are  reviewed  in  draft,  and  the  Special ' 
Counsel  may  comment  on  the  draft. 

The  Special  Counsel  also  reviews  and  comments 
upon  proposed  legislation — that  which  is  being 
formulated  by  the  Commission  and  that  which  has 
been  introduced  and  on  which  the  Commission  has 
been  asked  to  testify  in  Congressional  hearings.  In 
both  cases,  the  Special  Counsel  comments  from  a 
consumer  and  public  interest  point  of  view  prior  to 
completion  of  the  Commission’s  proposed  legislative 
package  and  testimony. 

Bureau  of  Operation  ’  Consumer  Assistance  Section 

The  Bureau  of  Operations  reports  jointly  to  the 
Commission  Chairman  and  the  Managing  Director. 
Within  the  Bureau  is  a  Section  of  Consumer 
Assistance  staffed  by  4  transportation  specialists  and 
12  consumer  representatives. 

The  Section  of  Consumer  Assistance  operates  a 
sophisticated  consumer  complaint  and  inquiry  center, 
using  a  nationwide  tool-free  hotline  with  computer 
capability  for  logging,  referral,  retention,  and  update  of 
complaint  information.  The  Consumer  Assistance 
Section  is  tied  to  six  regional  Consumer  Assistance 
Centers  in  Boston,  Philadelphia,  Atlanta.  Chicago.  Fort 
Worth,  and  San  Francisco  and  three  subregional 
centers  in  New  York,  Los  Angeles,  and  Seattle.  (See 
Section  V) 
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The  Bureau  of  Operations’  Section  of  Consumer 
Assistance  draws  upon  the  resources  of  the 
Commission’s  field  staff.  Small  Business  Assistance 
Office,  the  Special  Counsel,  the  Bureau  of  Traffic,  and 
the  Office  of  Proceedings  (which  processes  format 
cases]  to  handle  complaints  and  inquires  ranging  from 
problems  encountered  by  consumers  during  an 
interstate  move,  to  complaints  about  interstate  bus  or 
train  travel,  to  small  shippers  who  are  unable  to  find 
transportation  services,  to  users  of  railroad  services 
who  are  unable  to  obtain  freight  cars  or  other  freight 
services. 

The  Bureau  of  Operations  initiates  many  of  the 
proposals  to  revise,  update,  and  change  Commission 
policies,  rules,  and  programs  affecting  consumers.  For 
those  actions  not  initiated  by  this  office,  the  bureau 
director  participates  in  w'eekly  management  meetings 
chaired  by  the  Commission  Chairman  designed  to 
ensure  that  ICC  officials  are  aware  of  plans  to  change, 
initiate,  or  review  rules,  programs,  and  policies.  The 
bureau  director  reviews  all  draft  policy  statements  and 
notices  of  proposed  rulemaking  to  respond  to  the 
decision-making  process.  Also,  the  bureau  director 
reviews  and  comments  upon  proposed  legislation  that 
is  being  formulated  by  the  Commission  and  that  has 
been  introduced  and  on  which  the  Commission  has 
been  asked  to  testify  in  Congressional  hearings.  In 
both  cases,  the  director  has  an  opportunity  to  comment 
prior  to  completion  of  the  Commission’s  legislative 
package  and  testimony  and  whenever  necessary 
appears  before  Congressional  committees  and 
answers  or  assists  in  answering  technical  questions. 

Bureau  of  Traffic  Consumer  Units 

The  Bureau  of  Traffic  reports  jointly  to  the  Chairman 
and  the  Managing  Director  and  advises  the  entire 
Commission  on  the  publication,  filing  and 
interpretation  of  tariffs.  The  Bureau  of  Traffic  has 
responsibility  for  reviewing  and  interpreting  tariffs 
containing  the  rates  and  charges  of  buses,  trains, 
trucks,  inland  water  carriers,  and  surface  freight 
forwarders  and  suspending  rates  and  charges  before 
they  become  effective  if  they  appear  unreasonable  or 
unlawful. 

There  are  six  units  in  the  Bureau  of  Traffic  with 
significant  consumer-oriented  responsibilities.  They 
are: 

•  The  Suspension  Board.  The  Board  has  a  chairman 
and  two  full-time  voting  members  and  is  supported  by 
21  transportation  rate  and  tariff  specialists.  The  Board 
analyzes  protested  rate  changes  to  determine  whether 
there  is  sufficient  cause  to  suspend  the  effective  date 
of  the  proposal  pending  formal  investigation  of  its 
lawfulness  (or  reasonableness)  by  the  Commission. 

The  Board  is  empowered  to  suspend  motor,  water,  and 
forwarder  tariffs  on  its  own  initiative.  The  Board  is  a 
classic  example  of  consumer  protection  activity. 

•  The  Consumer  Impact  Analysis  Unit.  This  Unit  is 
staffed  with  6  Traffic  Analysts.  They  review  newly- 
filed  tariffs  to  identify  rates,  charges,  or  provisions 
that  impact  unfairly  on  the  consumer  and  explore 
ways  to  eliminate  items  which  may  hinder  or  injure 
the  consumer  financially.  The  Unit  provides  immediate 


response  to  tariff  interpretation  questions  from  the 
unsophisticated  consumer  and  shipper. 

•  The  Consumer  Tariff  Examining  Units.  The 
Bureau  has  a  total  of  25  tariff  examiners  who  analyze 
certain  tariffs  in  depth,  searching  for  proposed  rules, 
provisions,  or  rates  which  will  impact  unexpectedly, 
unfairly,  and  unreasonably  on  shippers  or  travelers 
who  may  not  be  in  a  position  to  watch  tariff  filings  in 
their  own  behalf,  “Bad”  proposals  are  rejected  out  of 
hand  and  do  not  become  effective. 

•  The  Tariff  Integrity  Board.  This  Board  was 

established  in  October  1979  to  provide  an  expedited 
procedure  for  tariff  users  who  wish  to  challenge 
unlawfully  established  rates.  The  Tariff  Integrity 
Board  is  designed  to  afford  a  fast,  effective  remedy  to 
rates  and  charges  which  were  unlawfully  established. 
The  Board  is  empowered  to  order  such  tariffs  stricken 
from  the  files.  * 

•  The  Special  Docket  Board.  Assistant  consumers  in 
obtaining  refunds  of  freight  charges  which  are 
unreasonable. 

•  The  Special  Permission  Board.  This  Board  acts  on 
transportation  companies’  requests  to  file 
experimental  or  incentive  rates  or  to  advance  the 
effective  date  of  rate  reductions. 

The  Bureau  of  Traffic  answers  inquiries  on 
transportation  rates  and  charges  received  on  the  ICC 
nationwide  toll-free  hotline.  The  Bureau  of  Traffic 
works  closely  with  the  Office  of  Communications  and 
Consumer  Affairs  to  disseminate  information  on  ICC 
rate  actions  that  impact  on  consumers,  using  all 
available  media  tools. 

To  keep  apprised  of  all  opportunities  to  participate 
in  agency  proceedings,  the  Bureau  of  Traffic  director 
attends  weekly  managment  meetings  chaired  by  the 
Commission  Chairman  designed  to  ensure  that  ICC 
officials  are  aware  of  plans  to  change,  initiate,  or 
review  rules,  programs,  and  policies. 

From  the  point  of  view  of  providing  as  much 
consumer  protection  as  possible,  the  Bureau  of  Traffic 
director  reviews  all  draft  notices  of  proposed 
rulemaking  and  policy  statements  and  comments  on 
them  prior  to  their  submission  to  the  Commission  for  a 
vote  and  public  release.  The  Traffic  director  also 
reviews  and  comments  upon  proposed  legislation — 
that  which  is  being  formulated  by  the  Commission  and 
that  which  has  been  introduced  and  on  which  the 
Commission  has  been  asked  to  testify  in 
Congressional  hearings — prior  to  completion  of  the 
Commission’s  proposed  legislative  package  and 
testimony.  In  all  cases,  the  Bureau’s  focus  is  on  the 
projected  impact  of  the  legislation  upon  consumers. 

Small  Business  Assistance  Office 

The  Small  Business  Assistance  Office  (SBAO) 
reports  directly  to  the  Chairman  and  advises  the  entire 
Commission  on  small  business  concerns. 

The  office  is  staffed  with  one  permanent  attorney, 
one  rotating  attorney,  one  paralegal,  and  one  program 
analyst,  SBAO  has  a  specific  consumer  constituency — 
small  carriers,  owner-operators,  small  shippers,  new 
entrants,  and  minority  truckers.  The  functions 
performed  by  SBAO  range  from  advising  and  assisting 
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small  business  entities  and  individuals  in 
understanding  and  coping  with  regulatory  procedures 
to  providing  the  Commission  with  a  broad  perspective 
of  the  impact  of  its  decisions  on  small  businesses  and 
individuals. 

SBAO,  the  Bureau  of  Operations  and  the  Office  of 
Proceedings  (the  ICC  office  which  processes  formal 
cases)  work  together  in  resolving  small  businesses’ 
transportation  problems.  SBAO  and  Proceedings 
answer  inquiries  from  small  businesses  on  obtaining 
operating  rights — licenses  to  perform  interstate 
transportation.  The  ICC  nationwide  toll-free  hotline  is 
used  to  receive  telephone  inquiries  and  complaints 
from  small  businesses. 

The  Small  Business  Assistance  Office  conducts  an 
informational  outreach  program  to  its  consumer 
constituency.  The  office  has  prepared  and 
disseminated  a  series  of  public  advisory  booklets 
designed  to  answer  some  basic  questions  on  the 
transportation  industry  and  to  help  resolve  problems 
small  businesses  confront  in  entering  the  trucking 
business.  SBAO  also  designed  a  nationwide  ICC  small 
business  conference  program.  Six  conferences  have 
been  conducted  in  different  regions  of  the  country. 
Since  its  creation  in  June  1977,  the  office  has 
responded  to  over  30,000  complaints  and  requests  for 
assistance.  Additionally,  SBAO  works  closely  with  the 
Office  of  Communications  and  Consumer  Affairs  to 
disseminate  information  on  ICC  actions  that  impact 
small  businesses,  using  all  available  media  tools 
including  press  releases,  public  service 
announcements,  and  interviews  targeted  particularly 
at  small  business  trade  newspapers  and  magazines. 

To  keep  apprised  of  all  opportunities  to  participate 
in  agency  proceedings,  the  Small  Business  Assistance 
Office  Director  attends  weekly  management  meetings 
chaired  by  the  Commission  Chairman  designed  to 
ensure  that  ICC  officials  are  aware  of  plans  to  change, 
initiate,  or  review  rules,  programs,  and  policies.  The 
SBAO  director  reviews  all  draft  notices  of  proposed 
rulemaking  and  policy  statements  to  make  comments 
prior  to  their  submission  to  the  Commission  for  a  vote 
and  public  release.  The  SBAO  director  also  reviews 
and  comments  upon  proposed  legislation — that  which 
is  being  formulated  by  the  Commission  and  that  which 
has  been  introduced  and  on  which  the  Commission 
has  been  asked  to  testify  in  Congressional  hearings.  In 
both  cases,  the  SBAO  makes  input  prior  to  finalization 
of  the  Commission's  proposed  legislative  package  and 
testimony. 

Part  2.  Coordination 

The  Office  of  Communications  and  Consumer 
Affairs  serves  as  the  Chairman's  coordinator  for 
consumer  activities.  The  Office  provides  a  readily 
accessible  contact  point  for  the  general  consuming 
public.  Its  functions  include: 

— participates  in  developing  consumer  policy  and 
program  objectives; 

— develops  and  implements  a  comprehensive 
consumer  information  program  designed  to  keep  the 


public  informed  of  Commission  actions  affecting 
individual  consumers; 

— reports  to  the  Chairman  and  advises  the 
President’s  Office  of  Consumer  Affairs  on  ICC 
consumer  programs,  policies,  and  initiatives; 

— assists  specialized  consumer  staffs  in  preparing 
informational  and  outreach  materials  to  ensure  full 
consumer  participation  in  agency  programs  and 
proceedings. 

The  Office  of  Communications  and  Consumer 
Affairs  (OCCA)  is  fully  staffed  with  5  communications 
and  consumer  affairs  professionals,  two  para- 
professionals,  one  administrative  officer,  and  one 
clerk.  Its  responsibilities  include  the  Commission's 
general  media  program  as  well  as  the  consumer 
information  and  coordination  program. 

OCCA  communicates  directly  with  the  Commission 
Chairman  and  all  ofHce  managers  to  ensure  that  the 
ofHce  is'apprised  of  all  agency  rules,  policies, 
programs,  and  legislation  and  is  given  an  opportunity 
to  comment — either  in  writing  or  orally — on  all  agency 
plans. 

OCCA  participates  in  the  development  of  policies 
and  programs,  and  often  assists  in  drafting  the  initial 
language  for  internal  agency  review. 

The  office  participates  on  internal  agency  task  forces 
and  working  groups  which  initiate  ideas  for  rule, 
policy,  program,  and  legislative  change  and  is  active  in 
all  meetings  with  key  agency  officials. 

SECTION  II.  CONSUMER  PARTICIPATION 

Interstate  Commerce  Commission  procedures 
encourage  and  allow  for  early  and  meaningful 
consumer  participation  in  the  development  and  review 
of  agency  rules,  policies,  and  programs. 

Part  1.  The  ICC’s  Office  of  Special  Counsel 

The  Office  of  Special  Counsel  was  established  in 
November  1978  to  ensure  that  the  public  interest  is 
fully  represented  in  ICC  proceedings.  The  Special 
Counsel's  principal  mission  is  to  assist  both  the 
Commission  and  the  public  by  ensuring  that  the 
Commission  has  a  complete  record  before  it — 
complete  from  the  public  viewpoint — so  that  it  will  be 
able  to  make  a  fully-informed  decision.  The  Special 
counsel  has  input  at  all  stages  of  the  decisionmaking 
process  to  Commission  rules,  policies,  and  programs. 

The  Special  Counsel  performs  its  mission  primarily 
by: 

— participating  in  appropriate  Commission 
proceedings; 

— petitioning  the  Commission  to  institute 
rulemakings  and  other  proceedings  in  matters  of  public 
interest; 

— counselling  and  assisting  members  of  the  public  in 
obtaining  information,  dealing  with  the  Commission 
and  its  complex  regulatory  procedures,  and  complying 
with  the  Commission's  rules  and  regulations; 

— assisting  the  Commission  in  ascertaining  the 
public  viewpoint  to  incorporate  consumer  concerns  in 
the  preparation  of  congressional  testimony,  policy 
formulations,  and  proposed  legislative  packages; 
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I  — acting  as  a  "suggestion  box"  where  members  of 
I  the  public  can  easily  channel  ideas  relating  to  the 
public  interest;  and 

— representing  consumers,  individuals  and  groups,  or 
other  parties  who  may  have  been  unjustly  treated  by 
an  ICC-regulated  company  or  industry. 

I  In  its  efforts  to  generate  a  balanced  record  in 
I  Commission  proceedings  the  Special  Counsel  acts  in 
an  outreach  capacity,  as  an  advocate,  or  some 
I  combination  of  both.  The  outreach  function  includes 
locating,  notifying,  and  assisting  consumers,  small 
businessmen,  and  other  persons  not  familiar  with 
Commission  procedures,  to  enable  them  to  make  their 
views  known  effectively — either  informally,  in  formal 
written  comments,  or  orally  at  hearings.  The  advocacy 
role  places  the  Special  Counsel  in  the  posture  of  a 
"party"  to  a  formal  commission  administrative 
proceeding.  Frequently,  the  Office  will  be  an  advocate 
at  the  same  time  it  performs  an  outreach  service.  For 
example,  it  will  obtain  testimony  (either  oral  or 
written]  from  individual  consumers  and  incorporate 
that  testimony  into  the  Office’s  case  to  be  presented  to 
the  Commission. 

The  most  significant  criterion  for  the  Special 
Counsel’s  involvement  in  cases  before  the  Commission 
is  whether  important  public  viewpoints  will  be 
represented  without  participation  by  the  Special 
Counsel.  The  Office’s  goal  is  to  ensure  that  the 
interests  of  parties  who  have  a  very  real  stake  in  the 
outcome  of  the  proceeding  are  adequately  represented. 
For  example,  in  proceedings  involving  the  household 
goods  moving  industry,  which  the  ICC  regulates,  many 
individuals  move  only  once  or  twice  in  a  lifetime  and 
have  neither  expertise  nor  incentive  to  intervene 
formally  in  an  ICC  proceeding.  Their  moving 
experiences,  taken  as  a  group,  however,  can  provide 
the  Commission  decisionmakers  with  valuable 
guidance  in  making  necessary  changes  to  the  rules  and 
regulations  governing  the  interstate  moving  industry. 
Also,  passengers  of  the  intercity  bus  industry  are 
generally  the  young,  the  old,  and  the  poor,  and  are  not 
usually  capable  of  representing  themselves  in  cases 
such  as  major  rate  changes.  As  a  last  example,  the 
general  consuming  public  is  affected  by  almost 
everything  the  motor  carrier  (trucking)  industry  does, 
because  the  cost  of  transportation  is  a  factor  in  the 
retail  price  of  many  goods.  No  effective  consumer 
group,  however,  regularly  participates  in  major  motor 
carrier  proceedings  before  the  Commission,  and  the 
Special  Counsel  is  charged  with  ensuring  that  the 
public  interest  is  represented. 

The  Special  Counsel,  in  conjunction  with  the 
Commission’s  Office  of  Communications  and 
Consumer  Affairs,  will  take  affirmative  action  to 
ensure  consumers  are  notified  of  opportunities  to 
participate  in  agency  decisionmaking.  Press  releases 
will  be  targeted  to  consumer  reporters  nationwide  or 
to  specific  locales,  if  the  particular  Commission  action 
has  a  regional  rather  than  nationwide  impact. 
Television  and  radio  public  service  announcements 
will  be  used  to  encourage  consumer  contacts  with  the 


Special  Counsel  when  that  Office  is  attempting  to 
obtain  evidence  in  particular  rulemakings  or  cases. 

Consumers  who  have  written  or  telephoned  the 
Commission  with  complaints  or  suggestions  will  be 
individually  contacted  through  letter  campaigns  when 
their  contributions  could  be  valuable  to  the  Special 
Counsel’s  formulation  of  a  position  in  a  particular 
proceeding.  Additionally,  the  Special  Counsel  has  staff 
available  at  many  Commission  conferences  (regular 
meetings  of  the  Commission],  Administrative  Law 
Judges’  hearings,  and  informal  staff  conferences 
throughout  the  Nation  to  assist  individual  consumers 
and  groups  in  understanding  the  purpose  of  the 
meeting  or  hearing,  how  they  may  participate  or  have 
their  views  included,  and  the  administrative 
procedures  under  which  the  Commission  must  operate. 

Notification  of  these  conferences,  hearings,  and 
meetings  is  made  through  the  Office  of 
Communications  and  Consumer  Affairs  which 
prepares  press  releases  or  media  announcements  for 
nationwide  dissemination  and  a  weekly  calender  of 
Commission  events  available  to  consumers  requesting 
to  be  on  the  mailing  list.  Also,  for  each  Commission 
conference,  oral  argument  before  the  Commission,  and 
informal  staff  conference,  OCCA  prepares  a  complete 
public  information  kit  describing  the  agenda  items, 
options  available  to  the  Commission,  background 
information  on  specific  cases  which  will  be  discussed, 
and  general  ICC  information. 

Part  2.  Informal  Conferences  and  Meetings 

Another  avenue  provided  by  the  Commission  to 
consumers  wishing  to  participate  in  the  formulation  of 
ICC  programs,  policies,  and  rules  is  staff-conducted 
informal  conferences.  Informal  conferences  are 
chaired  by  senior  staff  officials  who  report  to  the 
Commission.  Conferences  will  be  scheduled  upon 
recommendations  by  senior  program  officials  on 
subjects  that  have* direct  consumer  impact. 

For  example,  the  Bureau  of  Operations  has  specific 
oversight  responsibility  for  the  Commission’s 
regulation  of  the  interstate  moving  industry.  To  initiate 
a  review  of  the  regulations  through  which  the  ICC 
supervises  the  moving  industry,  the  Commission 
recently  scheduled  a  series  of  informal  conferences  in 
five  cities  across  the  Nation.  The  conferences  were 
designed  to  provide  a  forum  in  which  consumers  and 
industry  representatives  could  address  necessary 
changes  to  the  way  in  which  the  ICC  regulates  the 
moving  industry. 

All  informal  conferences  will  be  publicized  by  the 
Office  of  Communications  and  Consumer  Affairs, 
using  press  releases  with  nationwide  dissemination, 
radio  and  television  public  service  announcements, 
and  wire  service  reports.  The  Office  of  Special 
Counsel  will  also  contact  public  and  consumer 
representatives  to  interest  them  in  participating  in 
such  events. 
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Part  3.  Administrative  Procedures  for  Consumer 
Comment 

All  major  policy  and  rule  changes  are  made 
available  to  the  public  for  comment  in  the  form  of  draft 
policy  statements  or  notices  of  proposed  rulemaking. 
These  are  published  in  the  Federal  Register.  Press 
releases  will  continue  to  be  issued  announcing  the 
proposals  and  encouraging  all  interested  persons  to 
submit  written  comments,  in  accordance  with  the 
Administrative  Procedures  Act.  Additionally,  the 
Office  of  Special  Counsel  notiHes  consumer 
representatives  of  proceedings  with  public  impact. 

SECTION  III.  INFORMATIONAL  MATERIALS 

This  section  outlines  the  current  and  proposed 
procedures  for  production  and  distribution  of  materials 
to  inform  consumers  about;  (1)  the  ICG’s 
responsibilities  and  services,  (2)  procedures  for 
consumer  participation  in  ICC  proceedings,  and  (3)  the 
transportation  marketplace.  A  task  force  will  be 
established  to  study  the  ICC’s  needs  for  consumer 
information,  to  develop  further  information  programs, 
and  to  review  the  consumer  information  program  on  a 
regular  basis.  Procedures  will  be  established  to  make 
available  understandable  materials  to  consumers 
attending  open  agency  meetings. 

Part  1.  Needs  Assessment  and  Information  Plans 

A  special  task  force  will  be  created  consisting  of  the 
Directors  of  the  Office  of  Communications  and 
Consumer  Affairs  (Chairman);  Small  Business 
Assistance  Office;  Bureaus  of  Operations  and  TrafHc: 
and  the  Special  Counsel.  This  task  force  will  study  the 
need  for  consumer  information  about  the  agency’s 
responsibilities  and  services,  procedures  for  consumer 
participation,  and  the  transportation  marketplace. 

The  task  force  will  report  to  the  ICC  Chairman  by 
June  30. 1980,  on  consumer  information  needs, 
identifiable  constituent  groups,  current  materials 
assessment,  dissemination  strategies^  and  new 
methods  of  outreach.  Other  issues  to  be  considered 
include  methods  for  determining  issues,  goals,  and 
priorities;  coordination  of  actions  with  the  Consumer 
Affairs  Council;  coordination  with  other  federal 
agencies  with  similar  missions;  mechanisms  for 
monitoring  progress;  budget  and  staff  resources; 
timelines  for  producing  information  materials;  and 
methods  of  evaluation. 

Part  2.  Constituent  Groups 

The  special  taks  force  will  identify  specific 
constituent  groups  which  should  be  reached  with 
consumer  information.  For  example,  the  specialized 
consumer  staffs  at  the  ICC  have  identified  the 
following  constituent  groups: 

Office  of  Communications  and  Consumer  Affairs^ 

general  public 

Special  Counsel —  all  consumers  and  public/consumer 

representatives 

Small  Business  Assistance  Office — small  truckers, 

small  shippers,  independent  owner-operators, 


minority  truckers,  new  entrants  in  the  transportation 
business 

Bureau  of  Operations — consumers  moving  their 
household  goods  interstate;  bus  and  train  travelers, 
and  users  of  rail  freight  transportation 
Bureau  of  Traffic — small  shippers,  small  carriers,  and 
consumers  affected  by  transportation  rate  changes. 
The  Commission’s  present  consumer  program 
considers  various  constituent  groups  and  their 
informational  needs  when  planning  dissemination  of 
consumer  materials. 

Part  3.  Outreach  Methods 

The  Office  of  Communications  and  Consumer 
Affairs  (OCCA)  will  work  with  all  Commission 
specialized  consumer  staffs  to  ensure  that  outreach 
and  communications  programs  are  effectively  planned 
and  implemented.  OCCA  will  continue  to  produce 
routinely  brochures,  press  releases,  video  tape 
presentations,  press  conferences,  articles  for 
publication  in  periodicals  and  journals,  fact  sheets, 
and  consumer  briefings. 

Radio  and  television  public  service  announcements 
have  been  produced  to  inform  consumers  of  assistance 
available  from  the  ICC.  Television  and  radio  PSA’s 
currently  in  circulation  deal  with  the  household  goods 
industry  and  encourage  consumers  to  contact  the 
Commission’s  toll-free  "hotline”  if  they  encounter  a 
problem  with  an  interstate  move.  These  PSA’s,  with  a 
hve-year  shelf  life,  have  been  disseminated  to  the 
major  media  markets  in  the  country,  have  been 
targeted  to  the  areas  where  moves  are  concentrated, 
and  are  redisseminated  each  year  just  prior  to  the 
spring/summer  peak  moving  season. 

Efforts  are  made  by  the  agency  to  place  the 
Chairman,  Commissioners  and  staff  on  public  affairs 
media  programs,  often  in  conjunction  with  a  speaking 
engagement  outside  Washington.  D.C. 

A  consumer  toll-free  “hotline" — in  operation  12 
hours  each  workday — is  a  critical  component  of  the 
ICC's  complaint  handling  system. 

Small  Business  Assistance  Workshops  designed  to 
help  small  businesses  in  their  dealings  with  the  ICC 
and  the  transportation  industry  have  been  held  in  six 
major  cities  and  the  Bureau  of  Operations  has 
conducted  informal  conferences  nationwide  to  review 
railroad  freight  car  shortages  and  ICC  regulations  of 
the  moving  industry.  Opportunities  for  other  consumer- 
oriented  workshops,  educational  forums  and  town 
meetings  will  be  considered  by  the  consumer 
information  task  force. 

The  Office  of  Special  Counsel  consistently  informs 
public  and  consumer  representatives,  as  well  as 
individual  consumers,  of  Commission  proceedings  and 
programs  of  interest  or  assistance. 

Part  4.  Assessment  of  Current  Materials 

The  Commission  has  available  a  publication — In  The 
Public  Interest — which  outlines  the  responsibilities  of 
the  ICC.  It  serves  as  an  historical  document  and  lists 
some  of  the  services  provided  by  the  ICC  but  not 
extensively.  The  brochure  will  be  republished  by  the 
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close  of  the  fiscal  year,  with  a  concentrated  emphasis 
on  available  services. 

The  Commission’s  Annual  Report  to  Congress, 
published  each  April,  includes  actions  taken  during  the 
preceding  fiscal  year  to  assist  and  protect  consumers. 

A  series  of  Public  Advisories  has  been  published  to 
advise  the  consumer  on  various  aspects  of  the 
transportation  marketplace.  These  advisories  cover  a 
wide  range  of  subjects  including:  transportation  of 
small  shipments;  filing  of  loss  and  damage  claims;  how 
to  enter  the  trucking  business;  and  rights, 
responsibilities,  and  remedies  of  the  independent  truck 
driver. 

The  ICC  also  widely  distributes  an  informational 
booklet  dealing  with  consumers’  rights  when  moving 
their  household  goods  interstate.  This  publication, 
which  the  agency  requires  movers  to  give  to  their 
prospective  customers,  also  contains  a  consumer 
questionnaire  which  assists  the  ICC  in  resolving 
problems  in  household  goods  moving.  This  booklet  will 
be  updated  in  early  1980. 

Each  year,  the  agency  publishes  two  performance 
reports  on  the  20  largest  interstate  moving  companies. 
These  reports  can  assist  consumers  in  selecting  a 
moving  company.  Information  in  the  reports  is  derived 
from:  (1)  the  performance  reports  filed  by  moving 
companies  with  the  ICC:  and  (2)  information  received 
through  the  ICC’s  consumer  assistance  program. 

The  Commission  also  publishes  a  weekly  calendar  of 
upcoming  events — public  hearings  and  speeches — and 
a  biweekly  review  of  major  ICC  actions.  These 
publications  are  disseminated  to  consumers  who 
request  to  be  on  the  mailing  list. 

The  task  force  of  ICC  specialized  consumer  staffs,  in 
cooperation  with  the  Office  of  Communications  and 
Consumer  Affairs,  will  analyze  the  effectiveness  of 
these  current  consumer  information  materials  and 
develop  a  coordinated  information  program,  with 
production  schedules  for  new  and  revised  materials 
and  dissemination  plans.  All  agency  reports  and 
publications  will  be  reviewed  to  ensure  they  are 
written  in  plain,  easy-to-understand  English  rather 
than  technical,  legalistic  language. 

Part  5.  Public  Materials  for  Open  Meetings 

For  each  public  meeting  of  the  ICC  Commissioners, 
the  Office  of  Communications  and  Consumer  Affairs 
issues  a  notice  one  week  prior  to  the  meeting 
announcing  the  day,  time,  location,  agenda  items,  and 
staff  information  sources  on  the  subject  of  the  meeting. 
The  notice  is  posted  and  distributed  to  the  public  and 
is  run  on  the  wire  services  and  delivered  to  major 
media. 

Additionally,  this  office  prepares  a  background 
information  kit  for  public  dissemination  at  the  meeting. 
The  kit  includes  the  meeting  agenda,  a  summary  of  the 
issues  and  options  to  be  discussed  by  the  Commission, 
related  Commission  decisions  and/or  reports,  a  listing 
of  Commissioners  who  will  participate  in  the  meeting, 
and  any  other  relevant  information. 

Staff  from  the  Office  of  Communications  and 
Consumer  Affairs,  Office  of  Special  Counsel  and  the 


legal  and  program  offices  are  always  available  at 
public  meetings  to  answer  questions  or  explain  items 
discussed  by  the  Commission. 

For  informal  public  meetings  conducted  by  ICC  staff, 
similar  background  information  packages  are  prepared 
whenever  appropriate.  Generally,  press  releases, 
rather  than  public  notices,  are  issued  to  announce 
these  informal  meetings,  and  if  the  subject  matter  of 
the  meeting  has  particular  consumer  impact,  the  Office 
of  Special  Counsel  will  initiate  letter  and  telephone 
campaigns  to  solicit  consumer  and  public 
representation  at  the  meeting. 

SECTION  IV.  EDUCATION  AND  TRAINING 

Part  1.  Educating  ICC  Staff 

The  Interstate  Commerce  Commission,  through  its 
National  Training  Center,  will  provide  training  to  its 
consumer  affairs  personnel.  Future  training  will 
include  reference  to  the  policies  embodied  in 
Executive  Order  12160.  Two  courses,  to  be  conducted 
annually,  have  been  designed  to  ensure  effective 
consumer  assistance: 

•  Consumer  Assistance  Center  Training:  This  3-day 
course  is  designed  for  ICC  personnel  who  staff  the 
Washington  consumer  assistance  center  to  ensure 
participants  are  able  to: 

(1)  Identify  the  functions  of  the  ICC  in  relation  to 
consumer  assistance; 

(2)  Process  all  consumer  complaints  and  inquiries 
received  at  the  consumer  assistance  center;  and 

(3)  Identify  specialized  consumer  assistance 
responsibilities  of  bureaus  and  offices  within  the  ICC. 

•  School  for  Transportation  Consumer  Specialists: 
This  annual  training,  consisting  of  two  1-week 
sessions,  is  designed  for  transportation  assistants  and 
transportation  consumer  specialists  in  the  ICC  field 
and  regional  offices.  The  purposes  of  the  training  are 
to  better  qualify  recently  appointed  employees  to 
handle  ICC-related  consumer  complaints  and 
inquiries;  to  upgrade  the  performance  of  experienced 
employees  in  dealing  with  consumers;  to  provide  for 
uniform  interpretation  of  ICC  rules  and  regulations; 
and  to  ensure  uniformity,  consistency,  and  quality  in 
complaint  handling. 

Because  effective  communications  play  a  vital  role 
in  ensuring  that  consumers  understand  ICC  rules, 
policies,  programs,  and  legislation,  the  ICC  conducts 
two  communications  training  programs  for 
Commission  employees: 

•  Public  Information  Training  Seminars:  These  1- 
day  seminars  are  designed  to  introduce  Washington 
and  regional  employees  to  methods  of  effectively 
disseminating  clear,  concise  information  on  ICC 
activities.  The  seminars  focus  on  dealing  with  the 
media,  including  consumer  reporters. 

•  Effective  Writing  Warkshop:  These  1-day 
workshops  are  held  monthly  for  all  ICC  employees  to 
improve  the  format,  style,  and  clarity  of  Commission 
documents.  The  intent  is  to  encourage  substitution  of 
plain  English  for  the  archaic,  legalistic  language  too 
often  used  by  Government. 
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Part  2.  Internal  Agency  Communication 

The  Office  of  Communications  and  Consumer 
Affairs  will  be  responsible  for  commimicating  to 
agency  staff  changes  in  the  structure  and  procedures 
of  the  ICC’s  consumer  program.  This  will  be 
accomplished  through  the  Commission’s  internal 
newsletter  to  all  ICC  employees,  memoranda  to  all 
employees,  or  appropriate  staff  meetings. 

Part  3.  Technical  Assistance 

The  ICC  provides  technical  assistance  to  consumers 
through:  the  Office  of  Special  Counsel,  the  Bureau  of 
Traffic,  the  Bureau  of  Operations,  and  the  Small 
Busfness  Assistance  Office. 

The  Office  of  Special  Counsel  will  answer 
procedural  and  legal  questions  related  to  ICC 
proceedings  and  will  assist  consumer  groups  in  the 
preparation  of  formal  documents,  e.g.,  complaints, 
interventions,  comments,  to  be  filed  in  cases  before  the 
Commission.  All  consumers,  individuals  or  groups,  will 
be  assisted  upon  request. 

The  Bureau  of  Traffic  will  answer  consumers’ 
technical  inquiries  on  the  rates  and  charges  of 
transportation  companies,  and  the  Bureau  of 
Operations  will  respond  to  technical  questions  on 
railroad  and  motor  carrier — trucks  and  buses — 
transportation  matters.  Assistance  from  these  bureaus 
includes  production  of  informational  materials  on 
technical  issues  and  direct  communication  with 
consumers  through  the  nationwide  toll-ft’ee  hotline 
system. 

The  Small  Business  Assistance  Office  (SBAO)  will 
provide  technical  assistance  to  a  specific  constituency 
of  consumers — small  businesses,  minority  truckers, 
new  entrants,  small  shippers,  and  small  carriers. 
SBAO’s  technical  assistance  includes  production  of 
brochures  explaining  ICC  procedures;  direct 
communication,  both  in  person  and  via  telephone,  with 
persons  needing  assistance;  and  help  in  preparing 
applications  and  other  formal  documents  to  be  filed 
with  the  ICC.  The  assistance  provided  is  both  legal 
and  technical.  Additionally,  this  office  will  analyze  the 
changing  problems  and  concerns  of  small  business  and 
will  plan  and  design  recommended  programs — ^both  in- 
house  projects  and  public  outreach  forums — to  meet 
identified  needs.  Any  person  or  organization  which 
considers  itself  a  small  business  will  be  assisted. 

SECTION  V.  COMPLAINT  HANDLING 

The  Interstate  Commerce  Commission’s  procedures 
for  consumer  complaint  handling  provide  for 
systematic  logging,  investigating,  and  responding  to 
consumer  complaints.  Statistical  reporting  of 
complaint  data,  analysis,  and  a  means  of  presenting 
this  information  to  the  Commission  are  currently  under 
study. 

Summary  of  Complaint  Handling  Procedures 

The  Commission’s  fully  automated  complaint 
handling  system  became  effective  at  the  Interstate 
Commerce  Commission  on  October  1, 1979,  and 
provides  for: 


•  Establishment  of  a  National  Consumer  Assistance 
Center  (Section  of  Consumer  Assistance,  Bureau  of 
Operations)  with  expanded  toll-free  “hotline" 
telephone  capabilities; 

•  Establishment  of  six  Regional  Consumer 
Assistance  Centers  and  three  subregional  centers; 

•  Complaint  information  to  be  placed  in  a 
computerized  system  upon  receipt; 

•  Computer  capability — for  both  national  and 
regional  centers — for  input,  referral,  and  updating 
complaint  data; 

•  “Emergency  hardship  complaints"  to  be 
immediately  handled  by  national  and  regional  centers; 

•  Non-emergency  complaints  to  be  handled  by  the 
regional  center  with  supervision  over  the  regulated 
transportation  carrier’s  domicile; 

•  A  random  sampling  procedure  to  contact 
complainants  for  the  purposes  of  evaluating  the 
system  and  satisfaction  levels. 

Part  1.  Public  Awareness  of  the  Complaint  Handling 
Procedures 

The  Office  of  Communications  and  Consumer 
Affairs  will  be  responsible  for  heightening  public 
awareness  of  the  ICC’s  receptivity  to  consumer 
complaints. 

This  office  will  initiate  public  awareness  programs 
to  educate  the  consumer  on  the  Commission’s  mission 
and  the  assistance  available  to  consumers.  This 
program  would  include,  but  not  be  limited  to: 
pamphlets,  press  releases,  and  radio  and  television 
public  service  announcements  which  “advertise”  the 
services  provided  by  the  Commission  and  the  means 
to  contact  the  agency.  The  office  will  contact 
consumer  groups  to  ensure  their  awareness  of  the  role 
the  Commission  plays  in  handling  consumer 
complaints. 

All  “educational"  material  will  advise  the  consumer 
to  contact  the  Commission’s  toll-free  “hotline"  when 
they  have  a  complaint.  This  “hotline"  is  maintained  by 
the  Consumer  Assistance  Section,  Bureau  of 
Operations.  The  consumer  who  wishes  to  write  his/her 
complaint  will  be  advised  to  write  the  Bureau  of 
Operations,  Section  of  Consumer  Assistance,  Room 
7310,  Interstate  Commerce  Commission,  Washington, 
D.C.  20423. 

Part  2.  Complaint  Receiving,  Logging,  and  Referral 

A.  Complaints  received  on  the  “hotline."  T\\e  initial 
telephone  contact  and  referral  action  is  an  essential 
element  to  the  overall  success  of  the  complaint 
handling  system.  Immediately  upon  receipt,  specified 
information  on  the  complainant  and  the  complaint  will 
be  entered  in  a  sophisticated  computer  program  to 
ensure  timely  and  accurate  referral  and  response. 

If  the  complaint  requires  immediate  action,  the 
national  center  will  be  responsible. 

Non-emergency  complaints  will  be  referred  to  the 
ICC  office' in  Washington  with  expertise  in  the  subject 
or  to  the  regional  center  with  jurisdiction  over  the 
carrier  involved. 
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B.  Complaints  received  by  telephone  in  the  regional 
centers.  There  are  six  regional  complaint  centers: 
Boston,  MA;  Philadelphia,  PA;  Atlanta,  GA;  Chicago, 

IL;  Fort  Worth,  TX;  and  San  Francisco,  CA.  The 
regional  center  staff  members  will  respond  to  incoming 
telephone  calls  involving  inquiries  and  complaints.  If 
the  call  involves  a  complaint,  the  staff  member  will 
develop  the  required  essential  information  for  entry 
into  the  computer  system. 

If  the  call  involves  an  "emergency  hardship” 
complaint,  the  staff  member  will  either  handle  the 
complaint  to  a  resolution  or  will  refer  the  complaint  to 
the  National  Complaint  Center  for  immediate  handling. 

If  the  call  is  a  non-emergency  complaint  involving  a 
carrier  within  that  region,  the  regional  center  will 
handle  the  complaint  to  conclusion.  If  the  call  is  a  non¬ 
emergency  involving  a  carrier  outside  the  receiving 
region,  the  complaint  will  be  referred  via  computer  to 
the  appropriate  regional  center. 

C.  Complaints  received  by  telephone  in  the  field 
offices.  Field  personnel  (the  ICC  has  51  field  offices) 
will  encourage  the  complainant  to  use  the  toll-free 
"hotline”  to  the  national  center  or  will  refer  the  caller 
to  the  closest  regional  center. 

D.  Written  complaints  received  in  Washington. 
Written  complaints  received  in  the  Bureau  of 
Operations  are  included  in  the  computerized 
complaint  system.  A  study  will  be  conducted  to 
determine  the  means  of  entering  all  written  complaints 
received  by  the  Commission.  Written  complaints  will 
be  referred  and  responded  to  by  Washington  staffs 
with  subject  matter  expertise. 

E.  Written  complaints  received  in  the  regional 
centers.  All  written  complaints  received  in  the  regional 
centers,  involving  transportation  companies  (carriers) 
in  that  region,  will  be  handled  to  conclusion.  If  the 
complaint  involves  carriers  domiciled  outside  of  the 
receiving  region,  the  complaint  will  be  acknowledged 
and  the  file  forwarded  for  response  to  the  appropriate 
regional  center  having  jurisdiction  over  the  carrier. 

F.  Written  complaints  received  in  the  field  offices. 

All  written  complaints  will  be  acknowledged  at  the 
point  of  receipt  and  forwarded  for  response  to  the 
regional  center  with  jurisdiction  over  the  carrier. 

Part  3.  Tracking  of  Complaints 

A  "Complaint  Assistance  Report”  will  be  used  to 
provide  the  staff  with  data  on  the  number  and  types  of 
complaints  received;  the  status  of  pending  complaints; 
the  responsible  Commission  office;  how  complaints 
were  handled  to  conclusion;  and  identification  of  the 
caiTier(s)  involved.  The  computer  program  has  been 
designed  so  that  information  can  be  retrieved  in  any 
desired  category. 

When  a  complaint  has  been  resolved,  the  original 
computer-generated  Complaint  Assistance  Report, 
with  all  working  papers  or  notes,  will  be  filed  in  the 
regional  center  with  jurisdiction  over  the  carrier 
involved. 


Part  4.  Responding  to  Complaints 

A.  Written  complaints  will  be  acknowledged  within 
5  working  days  after  receipt  unless  the  complaint 
handling  can  be  concluded  earlier. 

B.  Telephone  emergency  hardship  complaints  will 
receive  immediate  handling  and  will  generally  be 
resolved  within  8  hours  of  receipt.  Non-emergency 
telephone  complaints  are  generally  disposed  of  by  a 
call-back  or  letter.  If  investigation  is  not  complete 
within  60  days,  an  interim  notice  will  be  sent  to  the 
complainant  explaining  the  delay. 

Part  5.  Statistical  Reporting  and  Analysis  of 
Complaints 

Since  the  Commission’s  new  complaint  handling 
system  has  only  been  in  effect  since  October  1, 1979,  a 
system  of  statistical  reporting,  analysis,  and  input  into 
Commission  policymaking  has  not  been  implemented. 

The  system  was  designed  to  provide  reports  on  the 
number  and  types  of  complaints  received,  how 
complaints  were  resolved,  the  transportation 
companies  involved,  and  the  status  of  pending 
complaints.  This  information  will  be  routinely 
provided  to  Commission  decisionsmakers. 

The  formal  and  reporting  periods  for  submission  C  of 
this  data  to  the  Commission  is  under  study. 

Part  6.  Evaluation  of  the  Complaint  Handling  System 

Complainants,  through  a  computerized  random 
sampling  procedure,  will  be  periodically  contacted  by 
the  Bureau  of  Operations  for  purposes  of  evaluating 
the  Commission's, complaint  handling  system  and 
complainant  satisfaction. 

An  independent  task  force  of  Commission  personnel 
has  been  established  to  review  periodically  the 
complaint  handling  system  and  consumer  satisfaction 
with  the  agency’s  responsiveness  during  the  first  year 
of  the  new  program’s  operation.  Their  report,  findings 
and  recommendations  will  be  forwarded  to  the 
Chairman  for  review  and  evaluation. 

Agatha  L.  Mergenovich, 

Secretary. 
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